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Resumen
(OREMHWLYRGHHVWHHVWXGLRHVLGHQWLÀFDUORVDWULEXWRVTXHFRQ-
IRUPDQODFDOLGDGHQHOVHUYLFLRHQODLQGXVWULDGHVHJXURVSDUD
DXWRPyYLO\FRQRFHUVX LQÁXHQFLDKDFLDGLYHUVDVPHGLFLRQHV
GHOHDOWDGGHOFOLHQWHKDFLDODPDUFDVHGLVWLQJXHHQWUHDVSHF-
WRVGHDWHQFLyQDOFOLHQWHGXUDQWHODFRQWUDWDFLyQ\GHVSXpVGHO
VLQLHVWUR(OWUDEDMRVHFRQIRUPyHQGRVIDVHVHQODSULPHUD
VHLGHQWLÀFDQDWULEXWRVGHFDOLGDGHQHOVHUYLFLRPHGLDQWHHQ-
WUHYLVWDVDSURIXQGLGDGHQODVHJXQGDVHFRQWUDVWDQHPStULFD-
PHQWHKLSyWHVLVVREUHODUHODFLyQGLUHFWDHQWUHORVDWULEXWRV\
ODVPHGLFLRQHVGHOHDOWDG3DUDORDQWHULRUVHDSOLFyXQFXHVWLR-
QDULRDXQDPXHVWUDGHQ FOLHQWHVGHVHJXURVGHDXWRPyYLO
TXHWXYLHURQTXHXVDUHOVHUYLFLRFRPRFRQVHFXHQFLDGHXQVL-
QLHVWUR3DUDHODQiOLVLVGHGDWRVVHUHFXUULyDFLQFRPRGHORVGH
UHJUHVLyQXQRSRUFDGDPHGLFLyQGHOHDOWDGHVWRSDUDGHWHFWDU
HQFDGDFDVRTXpDWULEXWRVGHODFDOLGDGHQHOVHUYLFLRLPSDF-
WDQGHIRUPDVLJQLÀFDWLYD$XQTXHVHFRQFOX\HTXpDWULEXWRV
GHDWHQFLyQGHVSXpVGHO VLQLHVWUR WLHQHQPD\RU LQÁXHQFLD HQ
OD OHDOWDG SDUWLFXODUPHQWH VH HQFRQWUy TXH XQ DWULEXWR GH OD
FRQWUDWDFLyQUHSXWDFLyQGH ODDVHJXUDGRUD WDPELpQ WLHQHXQ
SDSHOLPSRUWDQWH
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4XDOLW\VHUYLFHDWWULEXWHVDQGWKHLULQÁXHQFHRQEUDQGOR\DOW\LQWKHDXWRPR-
ELOHLQVXUDQFHLQGXVWU\LQ0p[LFR
Abstract
7KHREMHFWLYHRIWKLVVWXG\LVWRLGHQWLI\NH\TXDOLW\VHUYLFHDWWULEXWHVLQWKHDXWRPRELOH
LQVXUDQFHEXVLQHVVDQGGHWHUPLQHWKHLULQÁXHQFHRQEUDQGOR\DOW\,QWKLVVWXG\GLVWLQFWLRQ
LVPDGHEHWZHHQWKHVHUYLFHGXULQJWKHKLULQJRIWKHVHUYLFHDQGWKHVHUYLFHSURYLGHGDIWHU
DQDFFLGHQW,QDSUHOLPLQDU\H[SORUDWRU\LQTXLU\TXDOLW\VHUYLFHDWWULEXWHVZHUHLGHQWLÀHG
ZLWKWKHDSSOLFDWLRQRILQGHSWKLQWHUYLHZV,QDQHPSLULFDOVWXG\K\SRWKHVLVUHODWHGWRD
GLUHFWUHODWLRQVKLSEHWZHHQWKHDWWULEXWHVDQGVHYHUDOPHDVXUHVRIEUDQGOR\DOW\DUHFRQ-
WUDVWHG$VDPSOHRIQ RIDXWRPRELOHLQVXUDQFHFOLHQWVZDVFRQIRUPHG)LYHUHJUHVVLRQ
PRGHOVZHUHGHYHORSHGIRUWKHGDWDDQDO\VLVRQHIRUHDFKOR\DOW\PHDVXUH7KHVHDQDO\VHV
DOORZHGDVSHFLÀFGHWHFWLRQRIVLJQLÀFDQWDWWULEXWHVIRUHDFKFDVH7KRXJKLWLVFRQFOXGHG
WKDWDWWULEXWHVUHODWHGWRWKHVHUYLFHDIWHUWKHDFFLGHQWKDYHDKLJKHUGHJUHHRILQÁXHQFHRQ
WKHFXVWRPHUOR\DOW\LWLVIRXQGWKDWDSDUWLFXODUDWWULEXWHGXULQJKLULQJUHSXWDWLRQRIWKH
LQVXUDQFHFRPSDQ\DOVRKDVDQLPSRUWDQWUROH
.H\ZRUG TXDOLW\VHUYLFHDXWRPRELOHLQVXUDQFHEUDQGOR\DOW\
,QWURGXFFLyQ
6HKDHVWDEOHFLGRHQODOLWHUDWXUDTXHHOGHVHPSHxRHQORVDWULEXWRVGHFDOLGDGHQ
HOVHUYLFLRWLHQHQXQDUHODFLyQFRQODVDWLVIDFFLyQJHQHUDOGHORVFOLHQWHV6SUHQJ
\0DFNR\'HIRUPDVLPLODUODFDOLGDGHQHOVHUYLFLRHVHQWHQGLGDWDPELpQ
FRPRXQDQWHFHGHQWHHQODOHDOWDGGHOFOLHQWH&KDR
([LVWHQGRVWHQGHQFLDVVREUHFyPRPHGLUODFDOLGDGHQHOVHUYLFLR8QDGHHOODVVH
HQIRFDHQLGHQWLÀFDUDWULEXWRVPX\SDUWLFXODUHVSRULQGXVWULD\TXHSXHGHQWHQHU
XQDUHODFLyQFRQYDULDEOHVGHGHVHPSHxRFRPRVDWLVIDFFLyQOHDOWDG\SUHFLRSDJD-
GRHVWHWLSRGHSURFHGLPLHQWRVHSXHGHYHUHQ&KL&XLet al.,'DEKRONDUet 
al.*RXQDULV7VRXNDWRV\5DQG\6WHYHQVet al./DRWUD
WHQGHQFLDHQODPHGLFLyQGHFDOLGDGHQHOVHUYLFLRHVGHWLSRJHQHUDOLVWDSODQWHDGD
SRU3DUDVXUDPDet al.GRQGHVHSURSRQHXQJUXSR~QLFRGHGLPHQVLRQHV
PHGLDQWHXQLQVWUXPHQWRGHQRPLQDGR6HUYTXDOSDUDPHGLUODFDOLGDGHQHOVHUYLFLR
GHXQDPLVPDIRUPDHQGLVWLQWRVVHFWRUHVSXGLHQGRFRQHVWRKDFHUFRPSDUDFLRQHV
GLUHFWDV HQWUH HVWRV VLQ HPEDUJR HOSULPHUHQIRTXHKD VLGR UHFLHQWHPHQWHPiV
UHWRPDGR*HWW\\*HWW\+HXQJ\:RQJ
$WULEXWRVUHOHYDQWHVGHFDOLGDGHQHOVHUYLFLR\VXLQÁXHQFLDKDFLDODOHDOWDG
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3RUORDQWHULRUHVWHHVWXGLRVLJXHHOHQIRTXHGHLGHQWLÀFDFLyQGHDWULEXWRVSDUDXQD
LQGXVWULDHQHVSHFtÀFRTXHHQHVWHFDVRHVODGHDVHJXUDGRUDVGHDXWRPyYLOHVHQ
0p[LFRHVWHHVWXGLRVHFRQIRUPySRUGRVIDVHVHQODSULPHUDH[SORUDWRULRFXDOL-
WDWLYRVHUHDOL]DURQHQWUHYLVWDVDSURIXQGLGDGHQOD&LXGDGGH0p[LFRFRQFOLHQWHV
GHHVWHVHFWRUSDUDGHWHFWDUDWULEXWRVHVSHFtÀFRVDVRFLDGRVDFDOLGDGHQHOVHUYLFLR
HQODVHJXQGDVHUHDOL]yXQHVWXGLRHPStULFRGRQGHVHGLVHxyXQFXHVWLRQDULRSDUD
PHGLUODSHUFHSFLyQGHOGHVHPSHxRJUDGRGHFXPSOLPLHQWRGHORVDWULEXWRVGH-
WHFWDGRVHQODSULPHUDIDVHDTXtPLVPRVHUHDOL]DURQODVPHGLFLRQHVGHOHDOWDG
/RVFOLHQWHVGHDVHJXUDGRUDVGHDXWRPyYLOHVSDUWLFLSDQWHVHQHOHVWXGLRHPStULFR
GHEtDQKDEHUYLYLGRODH[SHULHQFLDGHKDEHUWHQLGRTXHFRQWUDWDUXQVHJXURGHDXWR-
PyYLODVtFRPRKDEHUKHFKRXVRGHORVVHUYLFLRVGHODDVHJXUDGRUDFRPRUHVXOWDGR
GHKDEHUHVWDGRLQYROXFUDGRVHQXQVLQLHVWUR
/DFRQWULEXFLyQWHyULFDGHHVWHHVWXGLRUDGLFDHQRIUHFHUXQDFRPSUHQVLyQLQLFLDO
GHORVIDFWRUHVUHOHYDQWHVGHFDOLGDGHQHOVHFWRUGHDVHJXUDGRUDVGHDXWRPyYLOHV
DVtFRPRRIUHFHUQXHYDVHYLGHQFLDVVREUHODUHODFLyQHQWUHODFDOLGDGHQHOVHUYLFLR
FRQODOHDOWDGKDFLDODPDUFD/DFRQWULEXFLyQSUiFWLFDUDGLFDHQTXHORVUHVXOWDGRV
SXHGHQDSOLFDUVHLQPHGLDWDPHQWHHQHOSODQWHDPLHQWRGHHVWUDWHJLDVGHPHUFDGR-
WHFQLDSDUDPHMRUDUODFDOLGDGHQHOVHUYLFLR\WHQWDWLYDPHQWHD\XGDUDODREWHQFLyQ
GHUHVXOWDGRVIDYRUDEOHVSDUDODVPDUFDVSDUWLFLSDQWHVHQHVWHVHFWRUGHVHUYLFLRV
2WUDDSRUWDFLyQGHHVWHWUDEDMRUDGLFDHQTXHGHVSXpVGHKDFHUODUHYLVLyQGHOLWHUD-
WXUDQRVHHQFRQWUDURQHYLGHQFLDVGHODH[LVWHQFLDGHHVWXGLRVSXEOLFDGRVVREUHOD
FDOLGDGHQHOVHUYLFLRHQHVWDLQGXVWULDHQ0p[LFRQLHQDOJ~QRWURSDtV
&DOLGDGHQHOVHUYLFLR\VXPHGLFLyQ
/DPHGLFLyQGH FDOLGDG VH SXHGHGHÀQLU FRPRXQ MXLFLR VXEMHWLYR HQ HO FXDO ORV
FOLHQWHVFRPSDUDQVXVH[SHFWDWLYDVUHDOHVRÀFWLFLDVversusVXSHUFHSFLyQGHOVHU-
YLFLRUHFLELGR*URQURRV/DPHGLFLyQGHHVWHFRQVWUXFWRKDVLGRSROpPLFD\
SUREOHPiWLFDGHELGRDODKHWHURJHQHLGDGGHORVVHUYLFLRV\DVXQDWXUDOH]DLQWDQJLEOH
/RVVHUYLFLRVVRQHVHQFLDOPHQWHDEVWUDFWRV\SRUORWDQWRGHSHQGLHQWHVGHXQDP-
SOLRQ~PHURGHIDFWRUHV/DLPSRUWDQFLDGHVXPHGLFLyQUDGLFDHQTXHODSHUFHSFLyQ
JHQHUDOGHFDOLGDGHQHOVHUYLFLRVHKDHVWDEOHFLGRFRPRXQRGHORVIDFWRUHVSDUD
IDYRUHFHUODOHDOWDGGHOFOLHQWHKDFLDODPDUFD&KDR/DGHWHFFLyQ\PHGLFLyQ
GHDWULEXWRVGHFDOLGDGHQHOVHUYLFLRQRHVDOJRH[FOXVLYRGHORVVHFWRUHVGHVHUYLFLR
WDPELpQWLHQHDSOLFDELOLGDGHQSURGXFWRVTXHVXHQWUHJDFRQOOHYDDOJXQDIRUPDGH
VHUYLFLRFRPRODDWHQFLyQGHODDJHQFLDHQODYHQWDGHDXWRVRHOVHUYLFLRTXHVH
SURYHHFRPRSDUWHGHODYHQWDGHSURGXFWRVHQWLHQGDVGHDXWRVHUYLFLR
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0HGLFLyQGHODOHDOWDGGHOFOLHQWHKDFLDODPDUFD
/DOHDOWDGGHOFOLHQWHKDHPHUJLGRFRPRXQHOHPHQWRLPSRUWDQWHHQODHVWUDWHJLD
SDUDPXFKDVÀUPDVSRUTXHVHHVSHUDTXHHO IRUWDOHFLPLHQWRGHOQLYHOGH OHDOWDG
GHOFOLHQWHLQFUHPHQWHORVUHVXOWDGRVGHYHQWDVPLQLPLFHORVFRVWRVGHOVHUYLFLR
DO FOLHQWH \ HYHQWXDOPHQWH JHQHUHPD\RU XWLOLGDG +DOORZHOO :RRGUXII
'HHVWD IRUPD ODPHGLFLyQGH OHDOWDGGHOFOLHQWH VHKDEDVDGRHQPHGL-
FLRQHVGHGLVWLQWRVDVSHFWRVGHOFRPSRUWDPLHQWRGHOFRQVXPLGRUVXPHGLFLyQKD
FREUDGRUHOHYDQFLDWDQWRHQODLQYHVWLJDFLyQDFDGpPLFDFRPRHQODLQYHVWLJDFLyQ
GHPHUFDGRVSDUDHOGLVHxRGHHVWUDWHJLDVSRUSDUWHGHORVSUDFWLFDQWHVGHOiUHD
6HDVXPHTXHXQFOLHQWHTXHVHVLHQWHOHDODXQDPDUFDSRUXQODGRYDDPRVWUDU
PD\RUHV WDVDVGHUHFRPSUDKDFLDVXPDUFDGHSUHIHUHQFLDTXHDRWUDVGHQWURGH
XQDPLVPDFDWHJRUtDGHSURGXFWRRGHVHUYLFLRSRURWURHVWHPD\RUDSHJRKDFLD
ODPDUFDSXHGHSHUPLWLUHQGHWHUPLQDGDVVLWXDFLRQHVTXHHOFOLHQWHVHTXHGHFRQ
VXPDUFDGXUDQWHPD\RUWLHPSRRFRQPD\RUSUREDELOLGDGDSHVDUGHHYHQWXDOHV
SURPRFLRQHV\UHGXFFLRQHVGHSUHFLRSRUSDUWHGHRWUDVPDUFDV$VtDWUDYpVGH
HVWHPHFDQLVPRVHKDVXJHULGRTXHHOGHVDUUROORGHODOHDOWDGGHOFOLHQWHWLHQGHD
JHQHUDUXQEHQHÀFLRHFRQyPLFRGHODUJRSOD]RHQORVUHVXOWDGRVÀQDQFLHURVGHOD
ÀUPD*XPPHUVRQSRUORTXHWDPELpQVHKDSURSXHVWRTXHLQFUHPHQWRVHQ
JUDGRGHOHDOWDGGHOFOLHQWHSXHGHSURGXFLULQFUHPHQWRVHQHOYDORUSUHVHQWHQHWR
GHODÀUPD5HLFKKHOG
(OWpUPLQROHDOWDGKDGHMDGRGHFRQFHSWXDOL]DUVHFRPRXQLGLPHQVLRQDOHQWHQGLGR
FRPRODIUHFXHQFLDGHHOHFFLyQGHXQDPDUFDRVyORFRPRXQDLQWHQFLyQGHFRPSUD
&URQLQ\7D\ORU$FWXDOPHQWH VHHQWLHQGHFRPRXQFRQVWUXFWRFRPSOH-
MRPXOWLGLPHQVLRQDOGRQGHH[LVWHQGLVWLQWRVHQIRTXHVTXHVHKDQSURSXHVWRSDUD
FRQFHSWXDOL]DUOD\PHGLUODHQJHQHUDOGLYLGHQODOHDOWDGHQGLPHQVLRQHVFRPSR-
QHQWHVRIDVHV%ORHPHUet al.GLYLGHQODOHDOWDGHQDVSHFWRVFRJQLWLYRVGH
DFWLWXG\GHDFFLyQ<X\'HDQODGLYLGHQHQGRVFRPSRQHQWHVFRJQLWLYR\
HPRFLRQDO6DOHJQD\*RRGZLQODGLYLGHQHQDFWLWXGLQWHQFLyQ\HQDFFLyQ
GHUHSHWLFLyQGHFRPSUD(OHQIRTXHXWLOL]DGRHQHVWDLQYHVWLJDFLyQUHWRPDODWHRUtD
GH2OLYHUTXHSURSRQHTXHODOHDOWDGHVXQDFRQVHFXFLyQGHIDVHVSDUDJH-
QHUDUXQSDWUyQUHSHWLGRGHFRPSUDKDFLDXQDPLVPDPDUFD(OHQIRTXHSURSRQHOD
PHGLFLyQGHFXDWURIDVHVTXHHQFRQMXQWRFRQIRUPDQHOFRQVWUXFWRFRPSOHWRSDUD
GHWHUPLQDUOHDOWDGKDFLDXQDPDUFD
 Lealtad cognitiva: FRQYHQFLPLHQWRFRJQLWLYRGHODVERQGDGHVGHODPDUFD
 Lealtad efectiva: HVXQDLQFOLQDFLyQHPRFLRQDOGHDXWRLGHQWLÀFDFLyQFRQODPDUFD
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Lealtad intencional:GHVHRRLQWHQFLyQGHFRPSUDRUHFRPSUDKDFLDODPDUFD
 Lealtad acción.DFFLyQRSDWUyQUHSHWLWLYRGHFRPSUDREVHUYDEOH
/DUD]yQGHUHWRPDUORVFRPSRQHQWHVSURSXHVWRVSRU2OLYHUUDGLFDHQTXHFRQV-
WLWX\HXQHQIRTXHPiVDPSOLRTXHWLHQGHDFDSWXUDUDRWURVHQIRTXHVSURSXHVWRV
FRQVWLWX\HQGRXQDYLVLyQPiVDPSOLD\FRPSOHMDGHODOHDOWDG
(VWXGLRSUHOLPLQDUGHWHUPLQDQGRORVDWULEXWRVUHOHYDQWHVGHODFDOLGDGHQHO
VHUYLFLRHQHVWHVHFWRU
(O HVWXGLRSUHOLPLQDU VH UHDOL]y FRQGRV JUXSRVGH FOLHQWHV GLIHUHQWHV ORV FRQ-
WUDWDQWHV \ ORV XVXDULRV/RV FRQWUDWDQWHV VRQ DTXHOODV SHUVRQDV TXH KDQ WHQLGR
OD H[SHULHQFLD GH FRQWUDWDU SHUVRQDOPHQWH XQ VHJXUR GH DXWRPyYLO /R DQWHULRU
LPSOLFDREYLDPHQWHFLHUWRQLYHOGHLQYROXFUDPLHQWRHQLGHQWLÀFDU ODVYHQWDMDV\
GHVYHQWDMDVGHGLVWLQWDVRSFLRQHVHQHOPHUFDGRDVtFRPRXQHQWHQGLPLHQWRGHDO
PHQRVXQPtQLPRGHVXVFDUDFWHUtVWLFDV$OWUDWDUVHGHXQVHUYLFLRSUHYHQWLYRTXH
HOFRQWUDWDQWHHVSHUDQRXWLOL]DUQRWLHQHFRQWHPSODGRVWRGRVORVSRVLEOHVHVFHQD-
ULRVQLVLWXDFLRQHVHQODVTXHSRGUtDQHFHVLWDUXWLOL]DUOR
3RUVXSDUWHORVXVXDULRVVRQSHUVRQDVTXHKDFHQXVRGHOVHUYLFLRHQXQVLQLHVWUR
HQHOTXHVHYLHURQLQYROXFUDGRV$TXtVHDQDOL]yVXH[SHULHQFLDSRVWHULRUDOVLQLHV-
WURHQFXDQWRDOVHUYLFLRUHFLELGRSRUSDUWHGHODDVHJXUDGRUDpVWDHVUHOHYDQWH\D
TXHHVKDVWDTXHRFXUUHXQVLQLHVWURFXDQGRHOXVXDULRVHYHREOLJDGRDHQWHQGHU
ODVYHQWDMDV\GHVYHQWDMDVSDFWDGDVHQWUHHOFRQWUDWDQWH\ODFRPSDxtDDVHJXUDGRUD
Objetivo del estudio cualitativo
&RPR\DVHPHQFLRQyHOSURSyVLWRGHHVWHHVWXGLRIXHGHWHFWDU\DLVODUORVDWUL-
EXWRVGHFDOLGDGHQHOVHUYLFLRSDUDFOLHQWHVGHHVWHVHFWRUGHWHUPLQDQGRSRUXQ
ODGRDWULEXWRVUHOHYDQWHVHQODFRQWUDWDFLyQ\SRURWURDWULEXWRVUHOHYDQWHVHQOD
DWHQFLyQSRVWHULRUDOVLQLHVWUR6HUHDOL]DURQHQWUHYLVWDVDSURIXQGLGDGH[SORUDQGR
WySLFRVFRPRQRFLRQHVTXHWLHQHQORVXVXDULRV\ORVFRQWUDWDQWHVGHOVHJXURGH
DXWRPyYLOVREUHODFDOLGDGHQHOVHUYLFLRGHÀQLUDWULEXWRVLPSRUWDQWHVSDUDHYDOXDU
ODFDOLGDGGHOVHUYLFLRHQVHJXURVGHDXWRPyYLOFRQRFHUUHDFFLRQHVFRPRUHVXO-
WDGRGHODH[SHULHQFLDGHOVHUYLFLRTXHOHKDQRIUHFLGRDOFOLHQWHODVFRPSDxtDVGH
VHJXURVGHDXWRPyYLODVLPLVPRDQDOL]DUSRUSDUWHGHOFRQWUDWDQWH\GHOXVXDULROD
OHDOWDGTXHWLHQHKDFLDODFRPSDxtDGHVXVHJXURGHDXWRPyYLO
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Metodología del estudio cualitativo
6HUHDOL]DURQGLHFLVpLVHQWUHYLVWDVDSURIXQGLGDGRFKRFRQFRQWUDWDQWHV\RFKRFRQ
XVXDULRVGHVHJXURVGHDXWRPyYLOHVHQOD&LXGDGGH0p[LFR(OSHUÀOGHOSULPHU
JUXSRIXHKRPEUHV\PXMHUHVGHHQWUH\DxRVGHXQQLYHOVRFLRHFRQyPLFR&
\&PHGLRDOWR\PHGLRTXHKXELHVHQFRQWUDWDGRXQVHJXURGHDXWRPyYLO\TXH
IXHVHQHOORVPLVPRVTXLHQHVORKXELHUDQSDJDGR(OSHUÀOGHOVHJXQGRJUXSRIXH
KRPEUHV\PXMHUHVGHOPLVPRJUXSRGHHGDG\PLVPRQLYHOVRFLRHFRQyPLFR\TXH
FRQWDUiQFRQXQVHJXURGHDXWRPyYLO\KXELHVHQH[SHULPHQWDGRXQVLQLHVWURHQHO
FXDOKXELHUDQXWLOL]DGRORVVHUYLFLRVGHODDVHJXUDGRUDDXQTXHQRVHDQIXHUDQHOORV
PLVPRVTXLHQHVKXELHVHQFRQWUDWDGRODSyOL]DGHOVHJXUR
Resultados del estudio preliminar: contratantes
(QORVUHVXOWDGRVVHSXHGHDSUHFLDUTXHWLHQGHDH[LVWLUXQDOWRFRQRFLPLHQWRGH
ODVPDUFDV(QJHQHUDOORVFRQWUDWDQWHVFRQRFHQORV´VHUYLFLRVFODYHVµTXHHVWiQ
EXVFDQGRFDWDORJiQGRORVSRUHOQLYHOGHFREHUWXUDGDxRVDWHUFHURVSpUGLGDWRWDO
GHODXWRPyYLOHQWUHRWUDV6XE~VTXHGDVHEDVDHQREWHQHUHQHOPRPHQWRGHOD
FRQWUDWDFLyQGHXQDSyOL]DXQSUHFLRMXVWRFREHUWXUDHÀFLHQWHFRQGLFLRQHVGHSDJR
ÁH[LEOHVEXHQVHUYLFLR\ODH[SHFWDWLYDGHREWHQHUD\XGDHQFDVRGHVLQLHVWUR
/RVSXQWRVDGYHUVRVSHUFLELGRVVRQYDULDFLyQHQSUHFLRV\WDULIDVGLÀFXOWDGSDUD
GHFLGLUFXiOHVODPHMRURSFLyQDOWUDWDUGHDYDOXDUYDULRVDVSHFWRVVLPXOWiQHDPHQ-
WHLQFXPSOLPLHQWRGHORDFRUGDGRFXDQGRVHGDXQVLQLHVWUR\RVXUJLPLHQWRGH
OLPLWDFLRQHVGHFREHUWXUDDOPRPHQWRGHOVLQLHVWURTXHQRKDEtDQTXHGDGRFODURHQ
HOPRPHQWRGHODFRQWUDWDFLyQ
/DVSULQFLSDOHVUD]RQHVPHQFLRQDGDVSRUORVFRQWUDWDQWHVSRUODVTXHKDQFDPELD-
GRGHFRPSDxtDDVHJXUDGRUDVHUHÀHUHQDTXHODFRPSDxtDÀQDQFLHUDDWUDYpVGHOD
FXDODGTXLULHUHQHODXWRPyYLOOHVLPSRQJDFRQTXpDVHJXUDGRUDGHEHQFRQWUDWDUHO
VHJXURFXDQGRHOVHUYLFLRQROHVVDWLVÀ]RRSRUTXHFRQVLGHUDURQTXHHOPRQWRGH
ODSyOL]DQRHUDDFRUGHFRQODFDOLGDGHQHOVHUYLFLRUHFLELGD(QJHQHUDOORVFRQ-
WUDWDQWHVHQWUHYLVWDGRVKDQWHQLGRH[SHULHQFLDFRQPDUFDVGHGRVDVHJXUDGRUDV(Q
HOFDVRGHDTXHOORVTXHVHKDQPRVWUDGROHDOHVDVXFRPSDxtDHVSRUTXHSHUFLEHQ
FRQJUXHQFLDHQWUHORRIUHFLGR\ORUHFLELGR\DOPRPHQWRGHODUHQRYDFLyQDQXDO
QRKDKDELGRXQDFDXVDGHSHVRSDUDEXVFDURWUD(QJHQHUDO ODPD\RUtDGHORV
FRQWUDWDQWHVUHFRPHQGDUtDQVXDVHJXUDGRUDDFWXDO
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/RVDWULEXWRVGHWHFWDGRVHQHVWDVHQWUHYLVWDVFRQORVFRQWUDWDQWHVDOUHVSHFWRGHOD
SHUFHSFLyQGHFDOLGDGHQHOVHUYLFLRHVWiQPHQFLRQDGRVPiVDGHODQWHHQSODQWHD-
PLHQWRHKLSyWHVLV
Resultados del estudio preliminar: usuarios
5HVXOWDLQWHUHVDQWHTXHHQHOFDVRGHORVXVXDULRVSHUVRQDVTXHH[SHULPHQWDURQXQ
VLQLHVWUR\SRUORWDQWRKDQXWLOL]DGRORVVHUYLFLRVGHODDVHJXUDGRUDpVWRVWHQJDQ
LGHQWLÀFDGRVPD\RUFDQWLGDGGHGLIHUHQFLDGRUHVHVSHFtÀFRVHQWUHPDUFDVTXHORV
FRQWUDWDQWHV(VWRVHGHEHDTXHDSDUHQWHPHQWHDOJXQDVDVHJXUDGRUDVRIUHFHQVHU-
YLFLRVGLVWLQWRVDRWUDVSRUHMHPSORDOJXQDVVHFRPSURPHWHQDOOHJDUDOVLQLHVWUR
HQXQWLHPSRHVSHFtÀFREDMRSHQDGHQRFREUDUGHGXFLEOHRWUDVDVHJXUDGRUDVOH
SUHVWDQXQDXWRPyYLODOXVXDULRPLHQWUDV UHSDUDQVXDXWRPyYLOÀQDOPHQWHKD\
DOJXQDVTXHVHGLVWLQJXHQSRUXQDDOWDGLVSRQLELOLGDGHÀFLHQFLD\FRPSURPLVRSRU
UHVROYHUOHHOFRQÁLFWRDOFOLHQWHHQXQPRPHQWRGHDOWDYXOQHUDELOLGDGJHQHUDQGR
FRQ HVWR HPSDWtD TXH HV IXHUWHPHQWH YDORUDGDSRU HO XVXDULR OR FXDO VHJ~Q VH
PHQFLRQyFUHDYtQFXORVHPRFLRQDOHVFRQODPDUFD
$OUHVSHFWRGHODVH[SHULHQFLDVDGYHUVDVH[SHULPHQWDGDVFRQHOVHUYLFLRpVWDVVRQ
FDXVDGDVHQSULPHULQVWDQFLDSRUORVDMXVWDGRUHVFXDQGRORVXVXDULRVSHUFLEHQTXH
VRQSRFRHÀFLHQWHVSRFRFDSDFLWDGRVSDUDUHVROYHUHOSUREOHPDRSRFRDFFHVLEOHV
$VLPLVPRH[LVWHQGHVYHQWDMDVGHDOJXQDVDVHJXUDGRUDVTXHQRSURSRUFLRQDQ´ID-
FLOLGDGHVµGHVSXpVGHOVLQLHVWURHVGHFLUQROLEHUDQDOXVXDULRGHUHVSRQVDELOLGD-
GHVRWDUHDVGHVDJUDGDEOHVTXHLPSOLTXHQTXHHOXVXDULRGHGLTXHPXFKRWLHPSRDO
VHJXLPLHQWRGHWUiPLWHVFRPRDVLVWLUDGDUVHJXLPLHQWRDOSDJRGHSyOL]D
2WUDV H[SHULHQFLDV DGYHUVDVPHQFLRQDGDV VH UHÀHUHQ D TXH HO XVXDULR DFDED GH
SDVDUXQDPDODH[SHULHQFLD\DXQDVtODDVHJXUDGRUDQRFRODERUDFRQpOSDUDIDFLOL-
WDUOHWUiPLWHVSRVWHULRUHVPDOVHUYLFLRSRUSDUWHGHOWDOOHUPHFiQLFRGRQGHHVWDQGR
HODXWRPyYLOHQUHSDUDFLyQ´WDUGDQPXFKR WLHPSRµHQDUUHJODUORHVSHFLDOPHQWH
FXDQGRVHQHFHVLWDQUHIDFFLRQHVRWUDPROHVWLDPHQFLRQDGDSRUORVXVXDULRVHVTXH
ORVWDOOHUHVHVWiQVLHPSUHVDWXUDGRVGHWUDEDMRLPSOLFDQGRPD\RUHVUHWUDVRVHQRE-
WHQHUVXDXWRPyYLODUUHJODGR
$OJXQDGHODVUD]RQHVSRUODVTXHORVXVXDULRVUHSRUWDURQKDEHUFDPELDGRGHPDUFD
GHDVHJXUDGRUDIXHURQDFRQYHQLRVSUHYLRVGHODFRPSDxtDDODTXHOHFRPSUDURQ
HOQXHYRDXWRPyYLOEODSHUVRQDTXLHQFRPSUDODSyOL]DWRPDODGHFLVLyQHVSRVR
RPDPi\FGHVFXHQWRVRIUHFLGRVGHODFRPSDxtDDVHJXUDGRUDSRUKDEHUFRQWUD-
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WDGRRWURWLSRGHVHJXURVFRQHOOD(QJHQHUDOORVHQWUHYLVWDGRVWLHQGHQDUHFRPHQ-
GDUODPDUFDDVHJXUDGRUDTXHDFWXDOPHQWHOHVGDVHUYLFLR
7RGRVORVDWULEXWRVGHODFDOLGDGHQHOVHUYLFLRGHWHFWDGRVWDQWRSDUDODFRQWUDWDFLyQ
FRPRSDUDHOXVRGHOVHUYLFLRHQFDVRGHVLQLHVWURVHUHWRPDURQSDUDVXPHGLFLyQHQ
HOHVWXGLRHPStULFRHVWRVHPXHVWUDQHQODVLJXLHQWHSDUWHGHHVWHWUDEDMR
3ODQWHDPLHQWRHKLSyWHVLVHVWXGLRHPStULFR
3DUWLHQGRGHOSULQFLSLRHVWDEOHFLGRHQODOLWHUDWXUD\HQHVWXGLRVDQWHULRUHVVREUH
FDOLGDGHQHOVHUYLFLRFRPRXQDQWHFHGHQWHGHODIRUPDFLyQGHOHDOWDGKDFLDODPDU-
FDSRUSDUWHGHXQFOLHQWH3DUDVXUDPDQHWDO&URQLQ\7D\ORU&KDR
HQHVWHHVWXGLRVHSODQWHDQFRPRYDULDEOHVLQGHSHQGLHQWHVDORVDWULEXWRVGH
FDOLGDGHQHOVHUYLFLRGHWHFWDGRVHQODIDVHH[SORUDWRULDORVFXDOHVVHFRQYLUWLHURQ
DGHFODUDFLRQHVTXHVHDVRFLDURQDHVFDODVGH/LNHUWGHFLQFRFDWHJRUtDVTXHYDQGH
´WRWDOPHQWHGHDFXHUGRµD´WRWDOPHQWHHQGHVDFXHUGRµDFRQWLQXDFLyQVHPXHVWUDQ
HVWDVGHFODUDFLRQHV
 0LFRPSDxtDDVHJXUDGRUDGHDXWRPHFREUDXQSUHFLRMXVWR
 (Q OD FRQWUDWDFLyQ GH HVWH VHUYLFLR WRGRV ORV FRQÁLFWRV VH UHVROYLHURQ
DGHFXDGDPHQWH
 (QODFRQWUDWDFLyQGHOVHUYLFLRWRGDODJHQWHTXHPHDWHQGLySRUSDUWHGHOD
DVHJXUDGRUDIXHPX\DPDEOH
 (QODFRQWUDWDFLyQGHOVHUYLFLRVLHPSUHUHFLEtXQDDWHQFLyQUiSLGD
 (VWDDVHJXUDGRUDGHDXWRVHVUHFRQRFLGDSRUHOSRFRWLHPSRHQTXHWDUGDQ
HQUHVSRQGHUHQFDVRGHXQVLQLHVWUR
 0LFRPSDxtDDVHJXUDGRUDHVXQDHPSUHVDGHFDOLGDG
 (VWDDVHJXUDGRUDHVUHFRQRFLGDSRUSDJDUDOFOLHQWHGHIRUPDMXVWDHQFDVR
de un siniestro
 (VWDDVHJXUDGRUDHVUHFRQRFLGDSRUSDJDUDOFOLHQWHGHIRUPDUiSLGDHQFDVR
GHXQVLQLHVWUR
 (VWD FRPSDxtD DVHJXUDGRUD PH SURSRUFLRQD VHUYLFLRV FRPSOHPHQWDULRV
TXHPHVRQLPSRUWDQWHV
/RVDVHVRUHVTXHWHDWLHQGHQHQHOSURFHVRGHFRQWUDWDFLyQHVWiQPX\ELHQ
FDOLÀFDGRV
 (VWDDVHJXUDGRUDGHDXWRVPHRIUHFHEXHQRVGHVFXHQWRVHQODFRQWUDWDFLyQ
GHRWURVVHJXURVSRUVHUFOLHQWHGHHOORV
$WULEXWRVUHOHYDQWHVGHFDOLGDGHQHOVHUYLFLR\VXLQÁXHQFLDKDFLDODOHDOWDG
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'HODPLVPDIRUPDDFRQWLQXDFLyQVHPXHVWUDQODVGHFODUDFLRQHVTXHVHSODQWHD-
URQSDUDPHGLUHOJUDGRGHFXPSOLPLHQWRGHORVDWULEXWRVGHODFDOLGDGHQHOVHUYL-
FLRHQUHVSXHVWDDXQVLQLHVWUR
 (QHVWHVLQLHVWURODDVHJXUDGRUDPHDWHQGLyFRQPXFKDUDSLGH]
 (QORVWUiPLWHVUHODFLRQDGRVFRQHOSURFHVRSRVWHULRUDOVLQLHVWURVLHPSUH
UHFLEtDWHQFLyQSHUVRQDOL]DGD
 (QHOSURFHVRSRVWHULRUDOVLQLHVWURVLHPSUHUHFLEtDWHQFLyQRSRUWXQD
 (QHVWHVLQLHVWURHODMXVWDGRUOOHJyDOOXJDUGHODFFLGHQWHPX\UiSLGDPHQWH
 /RV WDOOHUHVPHFiQLFRV \ GH KRMDODWHUtD FRQ ORV TXH WLHQH FRQYHQLR HVWD
DVHJXUDGRUDDWLHQGHQGHIRUPDUiSLGD
 /RV WDOOHUHVPHFiQLFRV \ GH KRMDODWHUtD FRQ ORV TXH WLHQH FRQYHQLR HVWD
DVHJXUDGRUDHQWUHJDQHODXWRPX\SXQWXDOPHQWH
 /RV WDOOHUHVPHFiQLFRV \ GH KRMDODWHUtD FRQ ORV TXH WLHQH FRQYHQLR HVWD
DVHJXUDGRUDHQJHQHUDORIUHFHQXQEXHQVHUYLFLR
 (VWD FRPSDxtD DVHJXUDGRUD DO DWHQGHUPHHQ HO VLQLHVWUR\ HQHO SURFHVR
SRVWHULRUVLHPSUHPRVWUyXQFRPSRUWDPLHQWRpWLFR
 $OPRPHQWRGHOVLQLHVWURUHFLEtXQWUDWRPX\DPDEOHWDQWRGHODRSHUDGRUD
SRUWHOpIRQRFRPRGHODMXVWDGRU
(QHOSURFHVRSRVWHULRUDOVLQLHVWURVLHPSUHUHFLEtXQWUDWRPX\DPDEOHGH
WRGDODJHQWHSRUSDUWHGHHVWDDVHJXUDGRUD
 (QHOPRPHQWRGHO VLQLHVWUR\ HQHOSURFHVRSRVWHULRU VLHPSUHPH VHQWt
SURWHJLGRSRUHVWDDVHJXUDGRUD
(Q HO PRPHQWR GHO VLQLHVWUR \ WRGR HO SURFHVR SRVWHULRU OD FRPSDxtD
DVHJXUDGRUDQXQFDWUDWyGHHYDGLUVXUHVSRQVDELOLGDG
$OPRPHQWRGHOVLQLHVWURODDVHJXUDGRUDOOHJyDXQDVROXFLyQUiSLGDPHQWH
\QRVHYLWySpUGLGDVH[FHVLYDVGHWLHPSR
$O PRPHQWR GHO VLQLHVWUR OD LQIRUPDFLyQ SUHVHQWDGD SRU SDUWH GH OD
DVHJXUDGRUD IXHPX\ FODUD \ QR WXYH GXGDV VREUH HO SURFHGLPLHQWR TXH
WXYHTXHVHJXLU
'HVSXpVGHOVLQLHVWURHVWDFRPSDxtDDVHJXUDGRUDQRPHKL]RLQFXUULUHQ
WUiPLWHV\SDSHOHRVLQQHFHVDULRV
'HVSXpV GHO VLQLHVWUR OD FRPSDxtD DVHJXUDGRUD WDUGy SRFR WLHPSR HQ
SDJDUPH
'HVSXpV GHO VLQLHVWUR HO SDJR TXH UHFLEt SRU SDUWH GH OD FRPSDxtD
DVHJXUDGRUDIXHMXVWR
/RVVHUYLFLRVPpGLFRVTXHWLHQHQFRQYHQLRFRQHVWDDVHJXUDGRUDDWHQGLHURQ
GHIRUPDUiSLGD\SXQWXDO
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/RVVHUYLFLRVPpGLFRVTXHWLHQHQFRQYHQLRFRQHVWDDVHJXUDGRUDDWHQGLHURQ
SRQLHQGRVLHPSUHHQSULPHUOXJDUODVDOXGGHORVDIHFWDGRV
&yPR\DVHPHQFLRQyODVYDULDEOHVTXHFRQIRUPDQHOFRQVWUXFWROHDOWDGFRQVWLWX-
\HQHOJUXSRGHYDULDEOHVGHSHQGLHQWHV5HWRPDQGRORGLFKRDQWHULRUPHQWHDTXt
VHPLGLHURQORVGLVWLQWRVWLSRVGHOHDOWDGFRJQLWLYDDIHFWLYDLQWHQFLRQDO\DFFLyQ
TXHVHSURSRQHQHQHOPRGHORGH2OLYHUVHSODQWHDURQUHDFWLYRVSDUDFDGD
WLSRDVRFLDGRVDHVFDODVGH/LNHUWGHFLQFRFDWHJRUtDVTXHYDQGHVGH´WRWDOPHQWH
GH DFXHUGRµ KDVWD ´WRWDOPHQWH HQ GHVDFXHUGRµ$ FRQWLQXDFLyQ VHPXHVWUDQ ODV
GHFODUDFLRQHVGHORVtWHPVXWLOL]DGDVSDUDHVWHSURSyVLWR
 /HDOWDGFRJQLWLYDpor mi experiencia sé que esta aseguradora es buena
 /HDOWDGDIHFWLYDSUHÀHURDHVWDDVHJXUDGRUDGHDXWRVTXHDODVGHPiV
 /HDOWDG LQWHQFLRQDO considero a esta aseguradora de autos mi primera 
opción cuando contrato un seguro de autos
 /HDOWDG DFFLyQ DFWLWXGLQDOde las últimas veces que he contratado un 
seguro para auto he elegido a esta aseguradora
3DUDFRQWDUFRQXQDPHGLFLyQPiVREMHWLYDGHOHDOWDGDFFLyQVHFDOFXOyXQLQGL-
FDGRUGH UHFRPSUDHO FXDO VHREWXYRFRQEDVHHQSUHJXQWDUD ORVHQWUHYLVWDGRV
ODPDUFDGHDVHJXUDGRUDTXH WLHQHQDFWXDOPHQWHFRQWUDWDGDTXHHV ODTXHHVWiQ
HYDOXDQGR\VHOHVSLGLyTXHUHFRUGDUDQODSHQ~OWLPD\DQWHSHQ~OWLPDPDUFDVGH
DVHJXUDGRUDVTXHKDEtDQFRQWUDWDGR(OLQGLFDGRUVHGHVFULEHDPD\RUGHWDOOHHQOD
SDUWHGHPHWRGRORJtD
&RQEDVHHQODVGRVVLWXDFLRQHVGHDWHQFLyQDOFOLHQWHTXHVHGDQHQHVWDLQGXVWULD
\TXH\DKDQVLGRFRPHQWDGDVFRQWUDWDFLyQGHOVHUYLFLR\UHVSXHVWDSRUXQVLQLHV-
WURVHSODQWHDURQODVGRVSULPHUDVKLSyWHVLV ODVFXDOHVYHUVDQVREUH ODUHODFLyQ
HVSHUDGDHQWUH ORV DWULEXWRVGH FDOLGDGHQHO VHUYLFLR EDMR FDGDXQDGH ODVGRV
VLWXDFLRQHV\ODOHDOWDGKDFLDODFRPSDxtDDVHJXUDGRUD
Hipótesis 1. Los atributos de calidad en el servicio en la contratación de una 
aseguradora de automóviles tienen una relación directa con la lealtad del cliente 
hacia la marca de seguro de automóvil.
Hipótesis 2. Los atributos de calidad en el servicio de una aseguradora de auto-
móviles en respuesta a un siniestro tienen una relación directa con la lealtad del 
cliente hacia la marca de seguro de automóvil.
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6HSODQWHyXQDWHUFHUDKLSyWHVLVFRQEDVHHQODVXSRVLFLyQTXHODH[SHULHQFLDGHVD-
JUDGDEOHGHYLYLUXQVLQLHVWURLPSOLFDXQDSUHQGL]DMHUHOHYDQWHGHODVFRQGLFLRQHV
GHOVHUYLFLRFRQWUDWDGRLQFOXVRDYHFHVKDELHQGRKHFKRXQDQiOLVLVSREUHGHVXV
YHQWDMDV\GHVYHQWDMDVHQHOPRPHQWRGHODFRQWUDWDFLyQ6HFRQVLGHUDDTXtTXHOD
H[SHULHQFLDGHWHQHUTXHKDFHUXVRGHOVHUYLFLRXQDYH]TXHVHVXIULyXQVLQLHVWUR
SXHGHJHQHUDUXQDLPSUHVLyQGHOVHUYLFLRTXHKDUiSRFRUHOHYDQWHODH[SHULHQFLD
DQWHULRUGXUDQWHODFRQWUDWDFLyQGHOPLVPRSRUORTXHVHHVSHUDTXHORVDWULEXWRV
GHFDOLGDGHQHOVHUYLFLRWHQJDQXQLPSDFWRPD\RUHQODOHDOWDGTXHORVDWULEXWRV
GXUDQWH ODFRQWUDWDFLyQ'H WDO IRUPDHVWD WHUFHUDKLSyWHVLV VHSURSRQHGH OD VL-
JXLHQWHIRUPD
Hipótesis 3. Los atributos de calidad en el servicio de respuesta a un siniestro ten-
GUiQPD\RULPSDFWRHQODOHDOWDGKDFLDODPDUFDTXHORVDWULEXWRVGHODFDOLGDG
en el servicio en la contratación de la aseguradora.
0HWRGRORJtD
(OGLVHxRGHLQYHVWLJDFLyQGHHVWHHVWXGLRVHSXHGHFRQVLGHUDUGHWLSRFDXVDOQRH[-
SHULPHQWDORpost hocGRQGHVHUHDOL]DURQPHGLFLRQHVGHODVYDULDEOHVSRUPHGLR
GHREVHUYDFLyQLQGLUHFWDXWLOL]DQGRXQFXHVWLRQDULRHVWUXFWXUDGR
3DUD VHOHFFLRQDU D ORVSDUWLFLSDQWHV VHXWLOL]yXQPXHVWUHRQRDOHDWRULRGHO WLSR
OODPDGRERODGHQLHYHGRQGHSRUUHGHVGHFRQRFLGRVVHIXHURQGHWHFWDQGRSHUVRQDV
FRQODVVLJXLHQWHVFDUDFWHUtVWLFDVKDEHUDGTXLULGRODPDUFDGHOVHJXURGHDXWRPy-
YLOSRUHOHFFLyQGHHOORVPLVPRV\QRFRPRXQDSUHVWDFLyQGHVXVHPSUHVDVRDOJ~Q
FDVRVLPLODUWHQHUHQWUH\DxRVGHHGDG\KDEHUDGTXLULGRFRQDQWHULRULGDG
DOPHQRVGRVYHFHVXQVHJXURGHDXWRPyYLODGHPiVGHODFWXDO/RVSDUWLFLSDQWHV
WXYLHURQTXHKDEHUSDVDGRSRUHOSURFHVRGHFRQWUDWDFLyQGHOVHJXURDGHPiVGH
KDEHUWHQLGRXQVLQLHVWURDFFLGHQWHFRQHODXWRPyYLO\KDEHUXWLOL]DGRHOVHJXUR
SDUDUHVSRQGHUDpO3DUDODPDUFDEDMRHYDOXDFLyQVHXWLOL]DURQDSHUVRQDVTXH
KDEtDQDGTXLULGRDOJXQDVGHHVWDVWUHVPDUFDV4XDOLWDV$[D\*13(VWRGHELGRD
TXHSRUXQODGRVRQODVPDUFDVOtGHUHVDGHPiVFRQFHQWUDQSRUPXFKRODPD\RU
SDUWLFLSDFLyQGHPHUFDGR6H UHFRSLOy XQDPXHVWUD GH SHUVRQDV TXH TXHGR
HTXLOLEUDGDHTXLWDWLYDPHQWHHQWUHODVWUHVPDUFDVHQSULQFLSLRFRQVLGHUDGDV$XQ-
TXHVHLQWHQWyHTXLOLEUDUODPXHVWUDSRUJpQHURDOPRPHQWRGHUHDOL]DUHOOHYDQWD-
PLHQWRGHGDWRVVHHQFRQWUyGHIRUPDPiVIiFLOPXMHUHVTXHFXPSOLHUDQFRQWRGDV
ODVFDUDFWHUtVWLFDVUHTXHULGDVTXHKRPEUHVSRUORTXHODPXHVWUDHVWiFRQIRUPDGD
SRU PXMHUHV \ KRPEUHV$O SDUHFHU VH HQFRQWUy FRQPD\RU IDFLOLGDG
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PXMHUHVTXHKDEtDQWHQLGRXQVLQLHVWURTXHKRPEUHVSHURGHQLQJXQDIRUPDHVWH
HVWXGLRIXHGLVHxDGRQLWLHQHODVFDUDFWHUtVWLFDVSDUDVXVWHQWDUXQDVXSRVLFLyQDVt
VLPSOHPHQWHVHGHFLGLyGHMDUDVtODPXHVWUDSRUUHVSHWDUODQDWXUDOLGDGGHOPpWRGR
GHPXHVWUHRHOHJLGR
(QHOFXHVWLRQDULRTXHVHGLVHxySDUDORVSURSyVLWRVGHHVWDLQYHVWLJDFLyQVHVHSD-
UDURQODVEDWHUtDVGHUHDFWLYRVGRQGHSULPHURVHSUHVHQWDODEDWHUtDSDUDHOFXP-
SOLPLHQWRGHORVDWULEXWRVHQODFRQWUDWDFLyQOXHJRODEDWHUtDSDUDPHGLUHOFXP-
SOLPLHQWRGHORVDWULEXWRVGHUHVSXHVWDDXQVLQLHVWUR\SRVWHULRUPHQWHHVWiQORV
UHDFWLYRVFRQORVTXHVHPLGLHURQORVWLSRVGHOHDOWDGHQWRGRVHVWRVFDVRVODVGH-
FODUDFLRQHVGHORVUHDFWLYRVVHDVRFLDURQDHVFDODVGH/LNHUWGHFLQFRFDWHJRUtDVGH
UHVSXHVWDTXHYDQGH´WRWDOPHQWHGHDFXHUGRµKDVWD´WRWDOPHQWHHQGHVDFXHUGRµ
SRU~OWLPRVHHQFXHQWUDQODVSUHJXQWDVVREUHODVPDUFDVGHVHJXURVGHDXWRPyYLO
TXHKDQDGTXLULGRORVSDUWLSDQWHVWDQWRHQpVWDFRPRHQRWUDVRFDVLRQHV&RQHVWD
LQIRUPDFLyQVHFRPSXWyXQLQGLFDGRUTXHWRPDYDORUHV\GRQGHLPSOLFD
TXHQLQJXQDPDUFDVHUHSLWHHVGHFLUTXHWDQWRODPDUFDDFWXDOOD~OWLPDDGTXL-
ULGDFRPRODSHQ~OWLPD\ODDQWHSHQ~OWLPDVRQGLVWLQWDV8QYDORUGHLPSOLFD
TXHODPDUFDDFWXDOVHUHSLWHXQDYH]HQWUHODSHQ~OWLPD\ODDQWHSHQ~OWLPDPDUFD
VHOHFFLRQDGD$VtXQYDORUGHLPSOLFDTXHWDQWRODSHQ~OWLPDPDUFDVHOHFFLRQDGD
\ODDQWHSHQ~OWLPDVRQODPLVPD\FRLQFLGHQFRQODPDUFDDFWXDO$OWRPDUHQIRU-
PDFRQMXQWDORVUHDFWLYRVSDUDPHGLUHOFXPSOLPLHQWRGHORVDWULEXWRVGHFDOLGDG
HQHOVHUYLFLRWDQWRHQODFRQWUDWDFLyQFRPRHQFDVRGHVLQLHVWURDVtFRPRORVGH
OHDOWDGVHREWLHQHXQDOIDGH&URQEDFKGHƠ $OREWHQHUHODOIDGH&URQEDFK
VyORSDUDORVUHDFWLYRVGHFDOLGDGHQHOVHUYLFLRHQODFRQWUDWDFLyQVHREWLHQHXQ
FRHÀFLHQWHGHƠ (OFRHÀFLHQWHGHODOIDGH&URQEDFKSDUDORVUHDFWLYRVVREUH
FDOLGDGHQHOVHUYLFLRGHVSXpVGHXQVLQLHVWURUHVXOWDGHƠ HVWRLQGLFDTXH
HOLQVWUXPHQWRFXPSOHFRQLQGLFDGRUHVGHÀDELOLGDGDFHSWDEOHDXQTXHPHMRUSDUD
ODPHGLFLyQGHFDOLGDGHQHOVHUYLFLRGHVSXpVGHOVLQLHVWURTXHSDUDODFRQWUDWDFLyQ
GHOVHUYLFLR
$QiOLVLVGHGDWRV
$QiOLVLVIDFWRULDOGHDWULEXWRVGHFDOLGDGHQHOVHUYLFLRIDFWRUHVLQGHSHQGLHQWHV
/RVGDWRVREWHQLGRVGHORVDWULEXWRVGHFDOLGDGHQHOVHUYLFLRVHSURFHVDURQHQXQ
DQiOLVLVIDFWRULDOFRQURWDFLyQYDULPD[/DVYDULDEOHVVHUHDFRPRGDURQQtWLGD-
PHQWHHQGLH]FRPSRQHQWHVSULQFLSDOHV IDFWRUHVFRQHLJHQYDORUHVVXSHULRUHVD
ODYDULDELOLGDGWRWDOUHSUHVHQWDGDSRUHVWDVROXFLyQIDFWRULDOIXHGHO de 
ODYDULDELOLGDGRULJLQDOGHORVDWULEXWRV'HORVGLH]IDFWRUHVREWHQLGRVHQVHLVVH
$WULEXWRVUHOHYDQWHVGHFDOLGDGHQHOVHUYLFLR\VXLQÁXHQFLDKDFLDODOHDOWDG
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DJUXSDQORVDWULEXWRVUHODFLRQDGRVDODDWHQFLyQGHVSXpVGHOVLQLHVWUR\HQFXDWUR
IDFWRUHV ORV UHODFLRQDGRV FRQ OD FRQWUDWDFLyQ$O DQDOL]DU ODV FDUJDV IDFWRULDOHV
TXHVHSXHGHQYHUHQHODQH[R\GHWHUPLQDUHOFRQWHQLGRGHFDGDIDFWRUIXHURQ
QRPEUDGRVGHODVLJXLHQWHIRUPD
 6HUYLFLRGHORVWDOOHUHVPHFiQLFRVVLQLHVWUR
 eWLFDSHUFLELGDHQODDVHJXUDGRUDSRVWHULRUDOVLQLHVWURVLQLHVWUR
 &XPSOLPLHQWRGHODDVHJXUDGRUDSRVWHULRUDOVLQLHVWURVLQLHVWUR
 7UDWRDPDEOHGHVSXpVGHOVLQLHVWURVLQLHVWUR
 5HSXWDFLyQGHODDVHJXUDGRUDFRQWUDWDFLyQ
 6HUYLFLRVFRPSOHPHQWDULRV\SHUVRQDOFDOLÀFDGRFRQWUDWDFLyQ
 %XHQVHUYLFLRPpGLFRVLQLHVWUR
 $PDELOLGDG\HÀFDFLDHQODFRQWUDWDFLyQFRQWUDWDFLyQ
 5DSLGH]HQDWHQFLyQSRVWHULRUDOVLQLHVWURVLQLHVWUR
 3HUFHSFLyQGHSUHFLRMXVWRFRQWUDWDFLyQ
$QiOLVLVGHUHJUHVLyQ&RQORVGLH]IDFWRUHVLQGHSHQGLHQWHVTXHDIHFWDQODSHUFHSFLyQ
GHFDOLGDGHQHOVHUYLFLRTXHDJUXSDQWDQWRORVDWULEXWRVGXUDQWHODFRQWUDWDFLyQGHOD
SyOL]DFRPRHQHOPRPHQWRGHOVLQLHVWURVHHODERUDURQFLQFRPRGHORVGHUHJUHVLyQ
XQRSRUFDGDYDULDEOHGHSHQGLHQWHPHGLFLRQHVGHOHDOWDG(VWRVDQiOLVLVSHUPLWLH-
URQGDUUHVSXHVWDDODVWUHVKLSyWHVLVSODQWHDGDV6HUHDOL]DURQDQiOLVLVGHUHJUHVLyQ
P~OWLSOHHQHWDSDVSDUDLUHOLPLQDQGRORVIDFWRUHVLQGHSHQGLHQWHVGHFDOLGDGHQHO
VHUYLFLRQRVLJQLÀFDWLYRV\REWHQHU ORVPRGHORVÀQDOHVFRQ ODPD\RUSDUVLPRQLD
3DUDDFHSWDUORVPRGHORVGHUHJUHVLyQVHGHEtDQREWHQHUYDORUHV)HVWDGtVWLFDPHQWH
VLJQLÀFDWLYRVDOPHQRVDO\ORVFRHÀFLHQWHVSDVDUODSUXHEDWFRQHOPLVPRFULWH-
ULRGHVLJQLÀFDQFLDLQFOX\HQGRODRUGHQDGDDORULJHQ6HRSWySRUHOPpWRGRGHDQi-
OLVLVGHUHJUHVLyQ\DTXHpVWHSHUPLWHUHDOL]DUXQDGHWHFFLyQPiVSUHFLVDGHYDULDEOHV
LQGHSHQGLHQWHVSDUWLFXODUHVTXHWLHQHQLPSDFWRVREUHDOJXQDYDULDEOHGHSHQGLHQWH
RELHQTXHQRWLHQHQGLFKRLPSDFWR3RUORVREMHWLYRVGHOHVWXGLRHVWRHUDPiVUHOH-
YDQWHTXHYHULÀFDUVLPSOHPHQWHODDVRFLDFLyQDQLYHOGHFRQVWUXFWRV
5HVXOWDGRV
$OWRPDUORVGLH]IDFWRUHVLQGHSHQGLHQWHVGHFDOLGDGHQHOVHUYLFLRGHDVHJXUDGRUDV
GHDXWRPyYLOHVREWHQLGRVGHODQiOLVLVIDFWRULDO\YHUVXUHODFLyQFRQODVYDULDEOHV
GHOHDOWDGXWLOL]DQGRDQiOLVLVGHUHJUHVLyQODSUXHEDWSHUPLWHHOLPLQDUORVIDFWR-
UHVTXHQRWLHQHQLPSDFWRVLJQLÀFDWLYRRTXHDXQTXHSXHGHQWHQHUFLHUWRLPSDFWR
SXHGHH[LVWLUXQDWULEXWRSUy[LPRTXHORJUHXQPD\RUJUDGRGHDVRFLDFLyQGHOWDO
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IRUPDTXHHOSULPHURTXHGHHOLPLQDGR$FRQWLQXDFLyQVHGHVFULEHQFDGDXQRGH
ORVFLQFRPRGHORVGHUHJUHVLyQORJUDGRVORFXDOVHSXHGHDSUHFLDUHQHOFXDGUR
Lealtad cognitiva.(VWiH[SOLFDGDSRUDODpWLFDSHUFLELGDGHODDVHJXUDGRUDSRV-
WHULRUDOVLQLHVWUREHOFXPSOLPLHQWRGHODDVHJXUDGRUDSRVWHULRUDOVLQLHVWURFOD
UHSXWDFLyQGHODDVHJXUDGRUD\GODUDSLGH]HQDWHQFLyQSRVWHULRUDOVLQLHVWUR'H
ODVFXDWURYDULDEOHVLQGHSHQGLHQWHVTXHH[SOLFDQHVWHWLSRGHOHDOWDGODTXHWLHQH
PD\RUSHVRHV´ODUDSLGH]HQDWHQFLyQSRVWHULRUDOVLQLHVWURµFRQXQYDORUWVLJQL-
ÀFDWLYRGHDVLPLVPRGHODVFXDWURYDULDEOHVTXHODH[SOLFDQWUHVSURYLHQHQ
GHODH[SHULHQFLDJHQHUDGDHQXQVLQLHVWUR\VRODPHQWHXQDGHODFRQWUDWDFLyQ
Lealtad afectiva.(VWiH[SOLFDGDVRODPHQWHSRUGRVIDFWRUHVD UHSXWDFLyQGH OD
DVHJXUDGRUD\EUDSLGH]HQDWHQFLyQSRVWHULRUDOVLQLHVWURVLHQGRODVHJXQGDOD
TXH FRQWLHQH ODPD\RU FDUJD IDFWRULDO FRQXQYDORU W VLJQLÀFDWLYRGH(V
LPSRUWDQWHREVHUYDUTXHXQDYDULDEOHVHRULJLQDHQHOPRPHQWRGHODFRQWUDWDFLyQ
\ODRWUDHQHOPRPHQWRGHOVLQLHVWUR
Lealtad intención.(VWDYDULDEOHVHHQFXHQWUDGHWHUPLQDGDVyORSRUIDFWRUHVGHOVL-
QLHVWURDVHUYLFLRGHORVWDOOHUHVPHFiQLFRVEWUDWRDPDEOHGHVSXpVGHOVLQLHVWUR
\FEXHQVHUYLFLRPpGLFRGHVSXpVGHOVLQLHVWUR(VLPSRUWDQWHQRWDUTXHHVWHWLSR
GHOHDOWDGWLHQHUHODFLyQFRQYDULDEOHVLQGHSHQGLHQWHVTXHQRFRPSDUWHFRQQLQJX-
QDRWUDGHODVYDULDEOHVGHSHQGLHQWHV /DYDULDEOHLQGHSHQGLHQWHFRQPD\RUSHVRHV
ODSULPHUDVHUYLFLRGHORVWDOOHUHVPHFiQLFRVFRQXQYDORUWGH
/HDOWDGDFFLyQDXWRSHUFHSFLyQ$OLJXDOTXHODOHDOWDGDIHFWLYDHVWHWLSRGHOHDO-
WDGVHVXVWHQWDHQGRVIDFWRUHVXQRUHIHUHQWHDOVLQLHVWUR\RWURDODFRQWUDWDFLyQ
DpWLFDSHUFLELGDHQODDVHJXUDGRUDSRVWHULRUDOVLQLHVWUR\EDPDELOLGDG\HÀFDFLD
HQODDWHQFLyQDPEDVFRQXQSHVRVLPLODUYDORUWGH\UHVSHFWLYDPHQWH
$WULEXWRVUHOHYDQWHVGHFDOLGDGHQHOVHUYLFLR\VXLQÁXHQFLDKDFLDODOHDOWDG
de marca en la industria aseguradora de automóviles en México
299Contaduría y Administración 59 (3), julio-septiembre 2014: 285-306
&XDGUR
5HVXOWDGRVGHORVDQiOLVLVGHUHJUHVLyQ)DFWRUHVURWDGRVGHODFDOLGDG
HQHOVHUYLFLRYDULDEOHVLQGHSHQGLHQWHVTXHUHVXOWDURQVLJQLÀFDWLYRV
9DORUHVGHORVHVWDGtVWLFRVGHORVDQiOLVLVGHUHJUHVLyQSRUFDGDYDULDEOHV
GHSHQGLHQWHPHGLFLRQHVGHOHDOWDG
)LQDOPHQWH HO tQGLFH GH UHFRPSUD OHDOWDG DFFLyQ REMHWLYD HV OD ~QLFD YDULDEOH
GHSHQGLHQWHTXHVHH[SOLFDSRUXQVRORIDFWRULQGHSHQGLHQWHODUHSXWDFLyQGHOD
DVHJXUDGRUDFRQXQYDORUWVLJQLÀFDWLYRDO6REUHVDOHTXHHVWDYDULDEOHLQGH-
SHQGLHQWHSHUWHQHFHDODDWHQFLyQHQODFRQWUDWDFLyQGHOVHUYLFLR
'HORVGLH]IDFWRUHVLQGHSHQGLHQWHVGRVIDFWRUHVQRSUHVHQWDURQQLQJXQDUHODFLyQ
VLJQLÀFDWLYD FRQ ODV YDULDEOHV GH GHSHQGLHQWHV D VHUYLFLRV FRPSOHPHQWDULRV \
SHUVRQDO FDOLÀFDGR\ESUHFLR MXVWR ,QWHUHVDQWH UHVXOWDTXH´SUHFLR MXVWRµ VHD
XQIDFWRUFRQSRFRLPSDFWRFXDQGRHQODIDVHLQLFLDOGHODLQYHVWLJDFLyQGDEDOD
LPSUHVLyQGHHVWDUPX\UHODFLRQDGRFRQODSHUFHSFLyQGHYDORU
Variable 
GHSHQGLHQWH
9DULDEOHVLQGHSHQGLHQWHV
VLJQLÀFDWLYDV
9DORUW r
r2 
ajustada
)
/HDOWDGFRJQLWLYD
eWLFDSHUFLELGDHQODDVHJXUDGRUD
SRVWHULRUDOVLQLHVWUR

  
&XPSOLPLHQWRGHODDVHJXUDGRUD
SRVWHULRUDOVLQLHVWUR

5HSXWDFLyQGHODDVHJXUDGRUD
FRQWUDWDFLyQ

5DSLGH]HQDWHQFLyQSRVWHULRUDO
siniestro

/HDOWDGDIHFWLYD
5HSXWDFLyQGHODDVHJXUDGRUD
FRQWUDWDFLyQ

  
5DSLGH]HQDWHQFLyQSRVWHULRUDO
siniestro

/HDOWDGLQWHQFLyQ
6HUYLFLRGHORVWDOOHUHVPHFiQLFRV
VLQLHVWUR

  7UDWRDPDEOHGHVSXpVGHOVLQLHVWUR 
%XHQVHUYLFLRPpGLFRVLQLHVWUR 
/HDOWDGDFFLyQ
DXWRSHUFHSFLyQ
eWLFDSHUFLELGDHQODDVHJXUDGRUD
SRVWHULRUDOVLQLHVWUR

  
$PDELOLGDG\HÀFDFLDHQOD
FRQWUDWDFLyQ

ÌQGLFHUHFRPSUD
OHDOWDGDFFLyQ
REMHWLYD
5HSXWDFLyQGHODDVHJXUDGRUD
FRQWUDWDFLyQ    
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&RQFOXVLRQHV
&RQUHVSHFWRDODKLSyWHVLV los atributos de calidad en el servicio en la contra-
WDFLyQGHXQDDVHJXUDGRUDGHDXWRPyYLOHVWLHQHQXQDLQÁXHQFLDHQODOHDOWDGGHO
cliente hacia la marca,FyPRVHSXHGHYHUHQORVUHVXOWDGRVREWHQLGRVVRODPHQWH
GRVGHORVFXDWURVIDFWRUHVTXHFRQFHQWUDQORVDWULEXWRVGHFDOLGDGHQHOVHUYLFLR
GXUDQWHODFRQWUDWDFLyQGHOVHJXURORJUDURQWHQHUXQLPSDFWRVLJQLÀFDWLYRHQDOJX-
QDVGHODVPHGLFLRQHVGHOHDOWDGDTXtUHDOL]DGDV3RUHOORHQWpUPLQRVJHQHUDOHV
VHGHEHFRQFOXLUTXHHVWHJUXSRSDUWLFXODUGHDWULEXWRVWLHQHSRFRLPSDFWRHQOD
OHDOWDGGHOFOLHQWHSRUORTXHQRVHHQFXHQWUDQHYLGHQFLDVVXÀFLHQWHVSDUDVRSRUWDU
DHVWDKLSyWHVLVVLQHPEDUJRVHGHEHGHVWDFDUORREWHQLGRHQFXDQWRDXQRGHHVWRV
IDFWRUHV´UHSXWDFLyQGH ODPDUFDDVHJXUDGRUDµHOFXDO UHVXOWyVLJQLÀFDWLYRSDUD
WUHVGHODVFLQFRPHGLGDVGHOHDOWDGHQORVPRGHORVGHUHJUHVLyQDGHPiVIXHHO
~QLFRIDFWRUVLJQLÀFDWLYRSDUDHOtQGLFHGHUHFRPSUDQLQJXQRGHORVDVRFLDGRVDO
VLQLHVWURIXHVLJQLÀFDWLYRSDUDHVWDPHGLGDPiVREMHWLYDGHOHDOWDG6HJ~QODWHRUtD
GHODVIDVHVGHOHDOWDG2OLYHUODOHDOWDGDFFLyQWLHQGHDVHUODPiVGLItFLO
GHVHUH[SOLFDGDSRUORTXHHVWHIDFWRUVREUHODUHSXWDFLyQTXHWLHQHODPDUFDGH
OD DVHJXUDGRUD GHEH FRQVLGHUDUVH XQ HOHPHQWR LPSRUWDQWH1RREVWDQWH VH GHEH
VHxDODUTXHORVDWULEXWRVFRQWHQLGRVHQHVWHIDFWRUQRVRQSURSLDPHQWHDWULEXWRVGH
FDOLGDGHQHOVHUYLFLR\DTXHQRFRQVWLWX\HQHQVtSDUWHGHOSURFHVRGHFRQWUDWD-
FLyQVLQRDXQDFRQGLFLyQSUHYLDGHODTXHSXHGHQJR]DUODVPDUFDVSUHYLDVDHVWD
FRQWUDWDFLyQDSHVDUGHHVWRVHGHFLGLyGHMDUHVWRVDWULEXWRVGHELGRDODLPSRUWDQ-
FLDTXHOHVGDEDODJHQWHHQWUHYLVWDGDHQODIDVHFXDOLWDWLYDGHHVWHWUDEDMR
&RQUHVSHFWRDODKLSyWHVLVlos atributos de calidad en el servicio de una asegu-
UDGRUDGHDXWRPyYLOHVHQUHVSXHVWDDXQVLQLHVWURWLHQHQXQDLQÁXHQFLDSRVLWLYDHQ
la lealtad del cliente hacia la marca, VHSXHGHGHFLUTXHODHYLGHQFLDUHFROHFWDGD
WLHQGHDVXVWHQWDUGHPHMRUIRUPDHVWDKLSyWHVLVTXHODDQWHULRU/RVVHLVIDFWRUHV
TXHDJOXWLQDQDORVDWULEXWRVGHFDOLGDGHQHOVHUYLFLRHQUHODFLyQFRQODDWHQFLyQ
GHVSXpVGHOVLQLHVWURDSDUHFHQFRPRIDFWRUHVVLJQLÀFDWLYRVSDUDH[SOLFDUDOJXQD
GHODVPHGLFLRQHVDFWLWXGLQDOHVGHOHDOWDGVLQHPEDUJRFRPR\DVHGLMRQLQJXQR
GH HVWRV IDFWRUHV RIUHFH H[SOLFDFLyQ VLJQLÀFDWLYD KDFLD HO LQGLFDGRU REMHWLYR GH
UHFRPSUD
(QFXDQWRDODKLSyWHVLVVREUHTXHGHEHKDEHUPD\RULPSDFWRHQODOHDOWDGSRU
SDUWHGHORVDWULEXWRVGHOVHUYLFLRDVRFLDGRVDOVLQLHVWURTXHORVGHOSURFHVRGHFRQ-
WUDWDFLyQREVHUYDPRVHQORVUHVXOWDGRVGHOFXDGURTXHVyORXQIDFWRUGHODFRQ-
$WULEXWRVUHOHYDQWHVGHFDOLGDGHQHOVHUYLFLR\VXLQÁXHQFLDKDFLDODOHDOWDG
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WUDWDFLyQGHOVHUYLFLRUHVXOWyVLJQLÀFDWLYRUHSXWDFLyQGHODDVHJXUDGRUDHOUHVWR
GHORVDWULEXWRVTXHUHVXOWDURQVLJQLÀFDWLYRVIXHURQUHIHUHQWHVDOVHUYLFLRGHVSXpV
GHXQVLQLHVWUR(QWpUPLQRVJHQHUDOHVVHSXHGHFRQFOXLUDTXtTXHVHHQFXHQWUDQ
HYLGHQFLDVSDUDVXVWHQWDUHVWDKLSyWHVLVHQORTXHVHUHÀHUHDODVPHGLFLRQHVDFWL-
WXGLQDOHVGHOHDOWDGSHURQRFRPR\DVHKDPHQFLRQDGRHQFXDQWRDOLQGLFDGRU
FRQGXFWXDOREMHWLYRGHUHFRPSUD
/RDQWHULRUSXHGHLQWHUSUHWDUVHHQHOVLJXLHQWHVHQWLGRDFRUGHDORSURSXHVWRHQHO
SODQWHDPLHQWRDOSDUHFHUVHFRQÀUPDODVXSRVLFLyQGHTXHYHUVHLQYROXFUDGRHQXQ
VLQLHVWURGHDXWRPyYLO\UHFLELUODDWHQFLyQSRUSDUWHGHOVHJXURGHEHFRQVWLWXLUXQD
H[SHULHQFLDGHPXFKDPD\RUUHOHYDQFLDSDUDHOFOLHQWHHQRUGHQQRHVFODURTXLHUH
GHFLUHQOXJDUGHHYDOXDUDVXFRPSDxtDDVHJXUDGRUDSDUDIXWXUDVGHFLVLRQHVGH
FRPSUDSRUHQFLPDGHODEXHQDDWHQFLyQTXHSXHGRUHFLELUGXUDQWHODFRQWUDWDFLyQ
$OÀQDOGHFXHQWDVODFRQWUDWDFLyQQRGHEHVHUSHUFLELGDFRPRDOJRPX\UHOHYDQWH
GHELGRDTXHHVWHSURFHVRQRFRQWHPSODODVQHFHVLGDGHVSRUODVFXDOHVVHHVFRQ-
WUDWDGRHOVHUYLFLR8QDPDODDWHQFLyQREXHQDGHVSXpVGHOVLQLHVWURGHEHGHMDU
XQDKXHOODHQODPHPRULDPXFKRPiVLQWHQVDTXHODGHOSURFHVRGHFRQWUDWDFLyQ
(VWRGHELGRDTXHQRVyORHQWUDHQIXQFLyQODUD]yQSRUODFXDOIXHFRQWUDWDGDHO
VHUYLFLRVLQRTXHGHELGRDODVLWXDFLyQDOWDPHQWHHVWUHVDQWHGHHVWDULQYROXFUDGR
HQXQSHUFDQFHGHDXWRPyYLOYHUUHVXOWDGRVGHODIDVHFXDOLWDWLYDODVHQVDFLyQ
GHVHJXULGDGRLQVHJXULGDGTXHHVSURYHtGDSRUSDUWHGHODFRPSDxtDDVHJXUDGRUD
GHEHVHUXQHOHPHQWRPXFKRPiVVLJQLÀFDWLYRSDUDHOFOLHQWH/RDQWHULRUVHHVSHUD
TXHWHQJDXQSHVRLPSRUWDQWHDOGHFLGLUVREUHYROYHUDDGTXLULUDODPLVPDPDUFD
HQHOIXWXURRQR
3HURQXHYDPHQWHDXQTXH ORV IDFWRUHVGHFDOLGDGHQHO VHUYLFLR UHODFLRQDGRVDO
VLQLHVWURWLHQHQLPSDFWRHQODVPHGLFLRQHVDFWLWXGLQDOHVGHOHDOWDGQRORWLHQHQHQ
HOLQGLFDGRUREMHWLYRGHUHFRPSUDSRUORTXHSXHGHLQWHUSUHWDUVHTXHDXQTXHHPR-
FLRQDOPHQWHHOFOLHQWHSXHGDVHQWLUVHLQFOLQDGRSRUGHWHUPLQDGDPDUFDOR~QLFR
HQFRQWUDGRHQHVWHHVWXGLRTXHWLHQHDOJ~QLPSDFWRHQODDFFLyQGHUHFRPSUDHVOD
UHSXWDFLyQSUHYLDTXHVHWLHQHGHODPDUFD$XQTXHSXHGHSHQVDUVHDTXtTXHHVWD
UHSXWDFLyQSXHGHGHEHUVHHQSDUWHDODH[SHULHQFLDFRQODDVHJXUDGRUDGXUDQWHXQ
VLQLHVWURORVUHVXOWDGRVQRVRQFODURVSDUDVXVWHQWDUXQDFRQFOXVLyQGHHVWHWLSR
SRUORTXHHVWRSXHGHRIUHFHUVHDTXtFRPRXQDKLSyWHVLVDFRQWUDVWDUVHHQHVWXGLR
IXWXURV
(VPX\ LPSRUWDQWH DTXt UHFRQRFHU OLPLWDFLRQHV GH OD SUHVHQWH LQYHVWLJDFLyQ HQ
FXDQWRDOJUDGRGHH[SOLFDFLyQTXHVHREWLHQHGHORVIDFWRUHVKDFLDWRGDVODVPH-
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GLFLRQHVGHOHDOWDGDTXtXWLOL]DGDV$XQTXHVHHQFRQWUyTXHYDULRVGHORVIDFWRUHV
WLHQHQXQLPSDFWRVLJQLÀFDWLYRHQWDOHVPHGLFLRQHVGHOHDOWDGSRUORVFRHÀFLHQWHW
REWHQLGRVHQORVDQiOLVLVGHUHJUHVLyQ<DXQTXHHQWRGRVORVFDVRVVHFXPSOLHURQ
ORVFULWHULRVSDUDDFHSWDUORVPRGHORVGHUHJUHVLyQFRQYDORUHVWDPELpQVLJQLÀFD-
WLYRVGHODSUXHED)/RVYDORUHVGHUDMXVWDGDLQGLFDGRUVREUHHOJUDGRHQTXH
ODVPHGLFLRQHVGHOHDOWDGVRQH[SOLFDGDVSRUORVIDFWRUHVGHFDOLGDGHQHOVHUYLFLR
UHVXOWDURQEDMRVHQWRGRVORVPRGHORVGHUHJUHVLyQ(VWRLPSOLFDTXHHOJUDGRGH
H[SOLFDFLyQGHORVDWULEXWRVGHFDOLGDGHQHOVHUYLFLRVREUHODOHDOWDGKDFLDODPDU-
FD WLHQGHDVHUEDMRSRU ORTXHSXHGHDVXPLUVHTXHGHEHQH[LVWLURWURVIDFWRUHV
UHOHYDQWHVTXHWDPELpQWLHQHQLPSDFWRVREUHODOHDOWDG&DEHDFODUDUTXHHOSUHFLR
SDJDGRQRIXHXQDYDULDEOHPHGLGD$OYHUORVUHVXOWDGRVVHSXHGHSHQVDUTXHHVWD
YDULDEOHSXHGHWHQHUXQLPSDFWRLPSRUWDQWH\SRUHQFLPDGHORVDWULEXWRVGHFD-
OLGDGHQHOVHUYLFLRLQFOXVLYHSRUHQFLPDGHORVDWULEXWRVDVRFLDGRVDODDWHQFLyQ
SRVWHULRUDOVLQLHVWUR&RQEDVHHQHVWRVHVXJLHUHDIXWXURUHDOL]DUXQHVWXGLRHQ
HVWHVHFWRUGRQGHVHFRQWHPSOHHQWUHRWURVODYDULDEOHSUHFLRFRPRXQIDFWRUWHQ-
WDWLYRH[SOLFDGRUGHODHOHFFLyQGHOFOLHQWHVREUHODPDUFDGHVHJXURGHDXWRPyYLO
Implicaciones gerenciales
&RQVLGHUDQGRTXHHOIDFWRUGHFDOLGDGHQHOVHUYLFLRTXHPD\RUQ~PHURGHRFD-
VLRQHVDSDUHFHFRPRGHWHUPLQDQWHVLJQLÀFDWLYRKDFLDODVPHGLFLRQHVGHOHDOWDGHV
´pWLFDSHUFLELGDHQODDVHJXUDGRUDSRVWHULRUDOVLQLHVWURµHVLPSRUWDQWHUHVDOWDUTXH
ORVSUDFWLFDQWHVGHPHUFDGRWHFQLDHQHVWHQHJRFLRGHEHUiQFRPSUHQGHUODLPSRU-
WDQFLDGHDVHJXUDUTXHHOFOLHQWHHQWRGRPRPHQWRGHVSXpVGHOVLQLHVWURVLHQWDTXH
ODFRPSDxtD´HVWiGHVXODGRµ/RVWHPRUHVGHOVLQLHVWUDGRTXHVXUJLHURQGHIRUPD
UHOHYDQWHHQODIDVHFXDOLWDWLYDGHOHVWXGLRVRQTXHODFRPSDxtDXWLOLFHFXDOTXLHU
MXVWLÀFDFLyQWpFQLFDROHJDOSDUDQRSDJDUOHODSULPDKDFHUOHWDUGDGRHOSDJRGH
ODPLVPD\RWUDWDUGHSDJDUXQPRQWRPHQRU6LQGXGDHOWUDWROHQJXDMH\FRQ-
ÀDQ]DTXHORVDMXVWDGRUHVGHQDORVVLQLHVWUDGRVGHVGHHOSULPHUFRQWDFWRLQFOXVR
GHVGHHOFRQWDFWRWHOHIyQLFRFRQODFRPSDxtDSXHGHVHUUHOHYDQWHSDUDHYLWDUHVWD
SHUFHSFLyQ
(QVHJXQGD LQVWDQFLD IDFWRUHVGHFDOLGDGHQHOVHUYLFLRTXH WDPELpQUHVXOWDURQ
GHWHUPLQDQWHVHQYDULDVGHODVPHGLFLRQHVGHOHDOWDGIXHURQ´UHSXWDFLyQGHODDVH-
JXUDGRUDHQHOPRPHQWRGH ODFRQWUDWDFLyQµ\´UDSLGH]HQDWHQFLyQSRVWHULRUDO
VLQLHVWURµ'HVGHHOSXQWRGHYLVWDRSHUDWLYRFDGDXQRVXFHGHHQGLIHUHQWHVPR-
PHQWRVGHLQWHUDFFLyQFRQHOFOLHQWHHOSULPHURUHSUHVHQWDXQDYHQWDMDTXHGHEH
VHUH[SORWDGDFRPRHOHPHQWRFODYHGHQHJRFLDFLyQGH ODSyOL]DFRQREMHWLYRGH
$WULEXWRVUHOHYDQWHVGHFDOLGDGHQHOVHUYLFLR\VXLQÁXHQFLDKDFLDODOHDOWDG
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UHDOL]DUXQFLHUUHGHYHQWDVORPiVUiSLGRSRVLEOHEORTXHDQGRODSRVLELOLGDGTXH
HOFOLHQWHSRWHQFLDOVHDDWUDtGRSRURWUDVPDUFDVHOVHJXQGRDVSHFWRUHTXLHUHGH
ODLPSOHPHQWDFLyQGHSURFHGLPLHQWRVSDUDDVHJXUDUVHTXHHOVLQLHVWUDGRVHVLHQWD
UHVSDOGDGRGHVGHHOPRPHQWRPLVPRHQTXHKDFHODOODPDGDSLGLHQGRD\XGDKDVWD
HOPRPHQWRHQTXHVHSUHVHQWDHODMXVWDGRUDOOXJDUGHOVLQLHVWUR'HELGRDTXHHO
WLHPSRGHUHDFFLyQHVXQRGHORVIDFWRUHVLPSRUWDQWHVVHSXHGHUHFRPHQGDUHOPR-
QLWRUHRGHOPLVPR\DVLPLVPRTXHLQWHUQDPHQWHVHSURSRQJDQPHWDVFRQVWDQWHV
GHGLVPLQXFLyQGHHVWRVODSVRV
$XQTXHHOIDFWRU´VHUYLFLRGHORVWDOOHUHVPHFiQLFRVµVRODPHQWHIXHVLJQLÀFDWLYR
SDUDXQDGHODVPHGLFLRQHVGHOHDOWDGREWXYRHOVHJXQGRYDORUPiVDOWRHQHOHVWD-
GtVWLFR´WµYHUFXDGURSRUORTXHWDPELpQHVUHFRPHQGDEOHTXHHVWHDVSHFWRVHD
DWHQGLGRFRQDOWRLQWHUpVWiFWLFRRSHUDWLYRSRUSDUWHGHODVFRPSDxtDVDVHJXUDGRUDV
GHDXWRV/DFDOLGDGSHUFLELGDGHODUHSDUDFLyQHOWLHPSRSDUDGHYROYHUODXQLGDG
UHSDUDGD\HOGHPRVWUDUOHDOFOLHQWHTXHVHXWLOL]DURQSLH]DVRULJLQDOHVHQODUHSD-
UDFLyQGHVXDXWRPyYLOVRQHOHPHQWRVLPSRUWDQWHVSDUDDVHJXUDUXQVHQWLPLHQWR
IDYRUDEOHGHOFOLHQWHKDFLDHO WDOOHUPHFiQLFR\SRU OR WDQWRKDFLD ODFRPSDxtD
DVHJXUDGRUD
)LQDOPHQWHHOWHUFHUYDORUGHOHVWDGtVWLFR´WµPiVDOWRHQORVDQiOLVLVGHUHJUHVLyQ
UHVXOWyVHUHO IDFWRU´EXHQVHUYLFLRPpGLFRµREYLDPHQWHGHVSXpVGHOVLQLHVWUR
3DUDDVHJXUDUHVWHDVSHFWRVHUtDUHOHYDQWHKDFHUVDEHUDOFOLHQWHPX\FODUDPHQWH
TXHODFRPSDxtDDVHJXUDGRUDHVWiDVRFLDGDDXQDUHGGHKRVSLWDOHVGHEXHQDFDOL-
GDG\GHEXHQDUHSXWDFLyQ
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